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Tujuan dari penelitian ini adalah untuk menguji pengaruh kualitas pelayanan yang 
terdiri dari tangible, reliability, responsiveness, assurance, dan emphaty terhadap 
kepuasan pelanggan Hotel Taman Asri Madiun baik secara parsial maupun secara 
simultan. Populasi  penelitian ini adalah pelanggan yang sedang menginap di 
Hotel Taman Asri Kota Madiun. Jumlah sampel penelitian sebesar 82 orang. 
Teknik pengambilan sampel pada penelitian ini menggunakan purposive 
sampling. Pengujian hipotesis menggunakan analisis regresi linier berganda, 
koefisien determinasi, uji t dan uji F. Hasil penelitian menunjukkan bahwa 
tangible, reliability, responsiveness, assurance, dan emphaty secara parsial dan 
secara simultan berpengaruh signifikan terhadap kepuasan pelanggan.  
 




































The purpose of this research is to examine the influence of service quality which 
consist of tangible, reliability, responsiveness, assurance, and empathy to 
customer satisfaction of Taman Asri Hotel Madiun either partially or 
simultaneously. The population of this research is the customers who are staying 
at Taman Asri Hotel Madiun. The sample size is 82 people. Sampling technique 
in this research use purposive sampling. Hypothesis testing using multiple linear 
regression, coefficient of determination, t test and F test. The results showed that 
tangible, reliability, responsiveness, assurance, and emphaty partially and 
simultaneously have a significant effect on customer satisfaction. 
 




































Halaman Sampul  .............................................................................................  i 
Halaman Persetujuan  .......................................................................................  ii 
Halaman Pengesahan .......................................................................................  iii 
Pernyataan Keaslisan Karya Tulis ...................................................................  iv 
Motto dan Persembahan  ..................................................................................  v 
Kata Pengantar .................................................................................................  vi 
Abstraksi ..........................................................................................................  viii  
Abstract  ...........................................................................................................  ix 
Daftar Isi...........................................................................................................  x 
Daftar Tabel  ....................................................................................................  xii 
Daftar Gambar  .................................................................................................  xiii 
Daftar Lampiran  ..............................................................................................  xiv 
 
BAB I PENDAHULUAN  ........................................................................  1 
A. Latar Belakang Masalah .........................................................  1 
B. Rumusan Masalah ..................................................................  6 
C. Tujuan Penelitian ...................................................................  6 
D. Manfaat Penelitian  ................................................................  7 
E. Sistematika Penulisan Laporan Skripsi  .................................  8 
 
BAB II TINJAUN PUSTAKA DAN PENGEMBANGAN HIPOTESIS .. 9 
A. Telaah Teori ..................... .....................................................  9 
1. Kualitas Pelayanan ..........................................................  9 
2. Dimensi Kualitas Pelayanan  ..........................................  11 
3. Kepuasan Konsumen.......................................................  16 
4. Faktor-faktor yang Mempengaruhi Kepuasan Konsumen 18 
5. Indikator Kepuasan Kosumen  ........................................  21 
B. Pengembangan Hiotesis  ........................................................  22 
C. Kerangka Konseptual  ............................................................  30 
 
BAB III METODE PENELITIAN ..............................................................  31 
A. Desain Penelitian  ...................................................................  31 
B. Populasi, Sampel dan Teknik Pengambilan Sampel  .............  31 
C. Variabel Penelitian, Definisi Operasional  dan  Pengukuran    
Variabel  .................................................................................  33 
D. Data dan Prosedur Pengumpulan Data  ..................................  36 
E. Lokasi dan Waktu Penelitian  ................................................  36 
F. Teknik Analisis Data  .............................................................  37 
 
BAB IV ANALISIS DATA DAN PEMBAHASAN  .................................  45 
A. Gambaran Umum Hotel Taman Asri  ....................................  45 
B. Karakteristik Responden  .......................................................  47 
C. Analisis Data  .........................................................................  51 
1. Uji Instrumen   ................................................................  51 
xi 
 
2. Uji Asumsi Klasik  ..........................................................  55 
3. Pengujian Hipotesis ........................................................  58 
D. Pembahasan  
A. Simpulan  ...............................................................................  73 
B. Implikasi Manajerial  .............................................................  74 
C. Keterbatasan Penelitian  .........................................................  74 





















...........................................................................  65 
 





Tabel 1.1 Jumlah Hotel Menurut Kecamatan di Kota Madiun Tahun 2015  2 
Tabel 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ............... 48 
Tabel 4.2 Karakteristik Responden Berdasarkan Usia  ................................. 49 
Tabel 4.3 Karakteristik Responden Berdasarkan Tingkat Pendidikan  ......... 50 
Tabel 4.4 Karakteristik Responden Berdasarkan Pekerjaan   ................. 50 
Tabel 4.5 Uji Validitas Variabel Tagible (Bukti Fisik/X1)  ………………. 51 
Tabel 4.6 Uji Validitas Variabel Reliability (Keandalan/X2) …………… 52 
Tabel 4.7 Uji Validitas Variabel Responsiveness (Daya Tanggap/X3)  ……. 52 
Tabel 4.8 Uji Validitas Variabel Assurance (Jaminan/X4)  ………………. 53 
Tabel 4.9 Uji Validitas Variabel Emphaty (Empati/X5)  ………………….. 53 
Tabel 4.10 Uji Validitas Variabel Kepuasan Pelanggan (Y)  ……………….. 54 
Tabel 4.11 Hasil Uji Reliabilitas  …………………………………………… 55 
Tabel 4.12 Hasil Uji Multikolinearitas  ........................................................... 56 
Tabel 4.13 Hasil Uji Regresi Linier Berganda  ............................................ 58 
Tabel 4.14 Hasil Uji Koefisien Determinasi .................................................. 60 




















Gambar 2.1 Kerangka Konseptual..................................................................  30 
Gambar 3.1 Uji t ............................................................................................ 43 
Gambar 3.2 Uji F  ........................................................................................ 44 
Gambar 4.1 Struktur Organisasi Hotel Taman Asri Madiun  .......................... 46 
Gambar 4.2 Hasil Uji Normalitas  .................................................................. 56  
Gambar 4.3 Hasil Uji Heteroskedastisitas   .................................................. 57 
Gambar 4.4 Hasil  Uji   Pengaruh  Variabel  Tangible  terhadap  Kepuasan  
 Pelanggan  ................................................................................... 61 
Gambar 4.5 Hasil Uji Pengaruh Variabel  Reliability   terhadap   Kepuasan 
 Pelanggan .................................................................................... 61 
Gambar 4.6 Hasil Uji Pengaruh Variabel Responsiveness terhadap Kepuasan 
 Pelanggan .................................................................................... 62 
Gambar 4.7 Hasil Uji  Pengaruh  Variabel  Assurance  terhadap  Kepuasan  
 Pelanggan .................................................................................... 63 
Gambar 4.8 Hasil Uji Pengaruh Variabel Emphaty terhadap Kepuasan  
 Pelanggan  ................................................................................... 63 



















Lampiran 1 Kuesioner  ................................................................................ 78 
Lampiran 2 Data Penelitian  ...................................................................... 81 
Lampiran 3 Hasil Uji Statistik  .................................................................. 84 
Lampiran 4 Tabel r ....................................................................................... 94 
Lampiran 5 Tabel Distribusi t........................................................................ 95 
Lampiran 6 Tabel Distribusi F........................................................................ 96 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
